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Abstract 
This paper intends to discuss the issue of accessibility, connectivity and usability in the facilities that used by people with 
disabilities (PwDs) in shopping malls and the significance of the latest Malaysian standards (MS 1184:2014) Universal Design 
and Accessibility in the Built Environment-Code of Practice in evaluating shopping malls. Three case studies have been selected 
in Malaysia to evaluate accessibility for PwDs. Both qualitative and quantitative methods are applied in this study, Data were 
collected using semi structured interviews with PwDs to find out their perception on the level of accessibility of these buildings. 
Access audit and site observation were also carried out. 
© 2015 The Authors. Published by Elsevier Ltd. 
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1. Introduction 
 Universal design, seeks to provide improved accessibility and safety for all groups in the community. It 
recognizes that improved accessibility enhances the value of buildings, and its built environment. Thus, it creates 
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cities that facilitate its people to have better life quality and opportunity to participate in all aspects of life. More 
studies, which highlight PwDs’ satisfaction and perception on accessibility in built environment, need to be 
conducted in order to assess the buildings from the perspective of PwDs. Shopping malls are essential public 
buildings for all people which provide various services. Therefore, this study aims to evaluate the level of 
accessibility among public facilities from three shopping malls in Putrajaya and Kuala Lumpur, as well as the faced 
inaccessible obstacles by PwDs regarding the building’s current and future plan to provide better accessibility to 
visitors. Objectives of this study are to evaluate participants’ level of satisfaction of the buildings’ facilities and 
overall accessibility and to identify some of the problems on accessible issues at shopping malls in Malaysia. 
Through the findings, several recommendations are highlighted that could become a PwDs benchmark for a user-
friendly environment in Malaysia.  
2. Literature review 
Universal design requires an understanding and consideration of the broad range of human abilities throughout 
the lifespan. Creative application of that knowledge results in products, buildings and facilities that are usable by 
most people regardless of their age, agility, or physical or sensory abilities (The Centre for Universal Design, 1991). 
According to Yiing, Yaacob, & Hussein (2013) built environment should be designed to cater for Persons with 
Disabilities to promote universal accessibility. PWDs are persons who have long term physical, mental, intellectual 
or sensory impairments, which in interaction with various barriers may hinder their full participation in society. A 
brief History is defined in Table 1. 
             Table 1. Brief history of universal design 
Time/ Period Situation 
Past Attitudes to disability: Institutional, Patronizing, and medical model. 
Recent Attitudes to disability: designs for special needs and not inclusive. 
Last Universal Design: inclusive, “design for all” and “everyone/anywhere” 
2.1. Current situation 
 Malaysia has also shown some developments in this catering the needs of PwDs. Nevertheless, as appealed by 
Kamal Malhotra, the United Nations Resident Coordinator, In the National Conference on “Accessibility and 
Universal Design: implications for Public Transport and the Built Environment”, yet, there are the needs efficiently 
implement universal design in Malaysia, the needs for more professionals or researches in this area, and the need to 
revisit the current standards codes (Malhotra, 2010). Thus, this study is called to enhance and complement the 
precedent studies that have been done on Malaysia’s accessibility issues and universal design implementation in 
public buildings (Syazwani Abdul Kadir and Mariam Jamaludin, 2012). The local authority must strive harder to 
create its own mechanisms and action plan to create a barrier free environment based on universal design values’. 
The statement above showed that the government has focused on the role of local authorities to spearhead the cause 
and motivation for a more accessible Malaysia. This view is commonly held by the local government officers but 
also with the MWFCD Minister and the DSWM. A proposal paper to upgrade access and services of PwDs for a 
Barrier-Free Environment was tabled by the Minister concerned to the National Council for Local Government in 
order to address local authorities in the country to implement the laws, especially the Uniform Building By Law 
34A. With reference to Kuala Lumpur City Hall, the creation of a special unit to handle issues pertaining to 
accessibility and universal design has been effective in getting Universal Design implemented (Hussein , Yaacob. 
2012).  
With the establishment of the Department of Standards Malaysia (DSM) under the Ministry of Science, 
Technology and Innovation, there is a shift in priorities, where DSM is ‘mandated by the Government of Malaysia 
to function as the National Standards Body as well as the National Accreditation Body through the Standards of 
Malaysia Act 1996 (Act 549)’ and it sets out The National Standards and Strategy Plan approved by the Cabinet in 
13 October 2004 (Hussein & Yaacob. 2010). While in 2014, by launching the new Malaysian standards (MS 
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1184:2014) Universal Design and Accessibility in the Built Environment-Code of Practice as shown in Table 2, 
various access audits have been done and measures the current level of universal access and usability. In addition, 
the audit report provides recommendations for improving the building accessibility. 




Malaysia has just regained its independency, and is still underdeveloped. The development was on education, 
agriculture, economy, infrastructure and basic facilities. Buildings erected in this period are mostly not 
accessible for the disabled. 
1960s and 1970s,  the government was still focusing on developing the country in various fields in urban and rural areas 
late 1980s The development of Malaysian Standards and code of practices were initiated, and 3 Standards was published in 
1990s, which are MS 1183:1990, MS1184:1991 and MS 1331:1993. Malaysia has started to address the needs of 
People with Disabilities (PWD) in the built environment. 
2000 International Islamic University Malaysia (IIUM) was invited to conduct barrier free workshop at Pan Pacific 
Hotel, Kuala Lumpur to train for their technical staff. The second workshop was held in KLCH headquarters, 
which later was followed by a series of other workshops.  
2002 Malaysia, as a member of the United Nation Economic and Social Commission of Asia pacific(UNESCAP). 
2002-2003 MS 1184 and MS 1331 were published. At the same time, the author was given again to chair four standards on 
public toilet to be developed, which are MS 2015: 2006 Part 1, Part 2, Part 3 and Part 4. 
2008 KAED Universal Design (KUDU), IIUM conducted access audits in various building typologies in Malaysia 
such as transportation hubs, waterfront facilities, shopping complexes, markets, heritage buildings, housing and 
jetties to identify the level of accessibility in these public buildings and spaces. it was found that only 25% of 
buildings in Malaysia were considered good in terms of accessibility. 
2011 Joining a smart partnership with the Department of Standards Malaysia was taken by KAED Universal Design, 
to promote Malaysian Standards related to universal design and accessibility in the built environment to local 
authorities, professionals, academicians and mass public through access audit workshops, international 
conferences and national universal design product competition. 
2014 The latest Malaysian Standards (MS 1184:2014) are developed through consensus by committees. MS1184 is 
made mandatory by regulatory authorities. This document was prepared to include with the latest standards, data 
and information to accommodate persons with disabilities (PwDs), the aged and children in various building 
typology such as heritage, parks and other public spaces.  
(Source: Asiah Abdul Rahim, 2013) 
2.2. Issues and problems 
The research problem lies at two issues. The first issue is the aging population as most countries around the world 
including Malaysia have experienced improved life expectancy. While as the ages population in Malaysia is 1.73 
million (6.6%) and will be increased to 3.8 million (11.3%) in the year 2020 (Social Welfare Department, 2007).  
On the other hand, numerous concerns on Arab region have been conducted to increase the attention of this serious 
issue that have been missed for years. Whereas the latest statistics shows that elderly people at age 65 was about 5.2 
%, with tend to increase rapidly (Almanie, 2011). However, an increase in the life expectancy does need a high 
quality life for elderly and PwDs. 
The second issue is PwDs, where accessibility in the built environment is increasingly relevant to Malaysia, not 
only to prepare for the ageing population, PwDs but also the whole population at large. By year 2050, the ageing 
population in over 65 years in Malaysia would be 15% (Asiah, 2014).  
3. Methods 
Data collection was made via incorporates site observation, facilities simulation, semi-structured interview. The 
direct observation using access audit checklist was created to be based on the Malaysian standards to assess the 17 
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public facilities in the assessed case studies;  parking space, pedestrian walkways, bus and taxi stop, ramps, guiding 
blocks, curb cuts,  main entrance, doors and doorways, corridor and interior pathways, information counter, 
stairways, elevators, escalator,  praying room and ablution area, overall building’s signage, and accessible restroom; 
are measured and evaluated using guidelines from the latest Malaysian Standards for accessibility; (MS 1184:2014) 
Universal Design and Accessibility in the Built Environment-Code of Practice in evaluating shopping malls. In 
addition,Researcher also conducted semi-structured interviews with the PwDs participants and any random PwDs 
visitor in regards totheir experience in accessing the buildings. The interviews were done to investigate their 
personal views in regards to the accessibility of the assessed buildings. The researcherlater may come up with the 
recommendation to improve thecurrent accessibility in the assessed buildings. At the end of the research, researcher 
prepared an auditreport which includes the current access situation, recommended access improvements, and 
indication where improvements needed; as reference for thebuilding management for further actions. Besides, 
photos are taken for further qualitative analysis of the current facilities condition. Three shopping malls were 
assessed; Ikea in Damansara, Suria Kuala Lumpur convention Centre (KLCC) in Kuala Lumpur and Alamanda in 
Putrajaya. 
3.1. Limitation of the research 
At the beginning, it was quite challenging to get the PwDs passengers in the case studies to involve in the 
research. Besides, Based on the Interview it was difficult to get the cooperation from the visual impaired people and 
hearing impaired people because of their seldom visit to the assessed shopping malls and the difficulty to 
communicate with them. Where the hearing impaired respondents were accompanied by a family member who are 
aware of sign language then interpret back to the researcher. The researcher tried to obtain as close as possible 
reliable data to truly examine the research objective by conducting an access audit checklist. Due to time and costs 
constraints, participant observation technique, using real disabled persons would have been a more reliable 
technique. A simulation exercise using wheelchairs and blindfold of a researcher was conducted instead. Although 
limited, it was able to give a more diverse set of data rather than just ticking boxes for the access audit checklist. 
4.  Case studies 
The Three case study buildings are located in Malaysia, two case studies in Kuala Lumpur and the other one in 
Putrajaya. To provide better accessibility in the city, buildings in Putrajaya were built in accordance to Malaysian 
Standards for accessibility; MS 1184:1991 Code of Practice on Access for Disabled People to Public Buildings, and 
MS 1331:1993 Code of Practice on Access for Disabled People Outside Buildings (Siong,2006). Nonetheless, the 
buildings’ accessibility needs to be revisited due to some revisions which have been made to those standards since 
the construction of Putrajaya commenced in 1996.The shopping malls which were approached for this study, have 
given permission for researcher to conduct access audit in their buildings. The three public buildings being assessed 
in this study were chosen according to their significances to public, and the regularity of public visiting in a daily 
basis. These buildings are listed as below (see Table 3.). 
  Table 3. Shopping malls’ information 
Building Year Built Type 
Suria KLCC 1998 Super regional centre 
Alamanda 2004 Regional shopping centre  
IKEA 2000 Community centre 
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5.  Analysis and findings  
From the site observation and access audit, the level of accessibility of the three buildings can be summarized as 
in Table 4. Each facility was given a score from 1 to 5 based on their level of compliance to design requirements 
from Malaysian Standards for accessibility. The overall level of accessibility was indicated in the percentages of full 
facilities score. From the table, it is shown that Suria KLCC is more accessible than the other two buildings, while 
Alamanda is the least accessible among the three buildings. Suria Klcc, which was opened in 1998, recorded 
78.82% of accessibility. Ikea, which was built in 2000, recorded 75.29% of accessibility and the newest building, 
Alamanda, which was built around 2004, recorded only71.76% of accessibility in this audit access. Among these 
three buildings, facility with the best compliance to MS codes is the accessible parking, while the facility with the 
least accessibility is the Guiding blocks. 
Table 4. Findings the Level of Accessibility in Klcc, Alamanda and Ikea of direct observation using access audit checklist 
Buildings a b c d e f g h i j k l m n o p q Score 
Out of  (85) 
SURIA KLCC 5 4 3 1 4 4 4 5 5 4 5 4 4 4 4 3 4 67 (78.82) 
ALAMANDA 4 4 3 1 4 3 4 4 5 1 4 4 4 5 4 3 4 61 (71.76) 
IKEA 5 4 5 2 3 4 2 4 5 4 4 5 4 4 2 3 4 64 (75.29) 
 
Legends for score: 
Score Description 
1 Poor /All requirements are not met / facility is not provided even though it is necessary 
2 Satisfactory /25% of the requirements met 
3 Fair/50% of the requirements met 
4 Good /75% of the requirements met 
5 Excellent /All requirements met / facility is not provided, but it is not necessary 
 
Legends for environments: 
External Environment Internal Environment 
Accessible Parking   
Pathways/Pedestrian 
Bus and Taxi stop 
Guiding blocks 





Corridors and Interior Pathways  





Musolla / Prayer Room and Ablution Area 
Ablution room  
Toilets 
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(a)      (b)                                                    (c) 
Fig. 1. (a) Pedestrian; (b) Reception; (c) Ablution room 
x Elevators were built with no Braille button. 
x Poor work shipment in installation bricks’ pedestrian. . 
x There are no guiding blocks provided along the pedestrian pathways. 
x The information counter is too high to reach and there is no space underneath the counter workspace for a 
wheelchair user to roll under. 
x There are no Braille signs and railing in the elevators. 
x Stair risers and threads are in same texture and colour which may risk users’ safety especially for those with low 
visual impairment. 
x No textured guiding block installed along pedestrian to direct the vision impaired 
x Ablution room is not accessible for wheelchair user because of the level changes. It’s recommended to cut the 
obstacle and leave 1200mm free of obstruction for wheelchair user. 
x The door toilet opens inwards .Grab rails provided on only wall side. 
x The accessible toilet is not equipped with an emergency alarm system. 
 
       Table 5. Perception of PwDs on provided facilities in Shopping malls, Suria Klcc, Kuala Lumpur 
Item Group Perception 
1 Wheelchair user  
 
The mall area is considered as a barrier-free environment. Comprehensive 
improvement of the area is needed to ensure equal opportunities for everyone. 
2 Vision 
impaired 
emphasized on the design of guiding blocks, tactile direction or warning 
indication to facilities in the building, and signage of the building, Braille 
should be used, if possible, wherever embossed characters are used 
3 Hearing impaired The mall is equipped with smoke alarms and other assistive devices to warn 
the people with hearing impaired, room entrances or bathrooms, no  clear 
visual signage and indicators, no visual communication devices inside some 
of elevators and other enclosed spaces. 
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             (a)                                                                     (b)                                                               (c) 
Fig.2. (a) Pedestrian; (b) Ablution room; (c) Reception 
x Drop off area have no warning sign. 
x At crossing points no appropriate kerbs and tactile walking surface indicator for the pedestrian. 
x The steel plate of the drainage cover could endanger the visual impaired person as it would snag the walking 
stick. 
x The terminal boarding platform level is not as the same level as the public transport floor, the landing ramp is 
inappropriate for a wheelchair user. A ramp with signage should be provided. 
x No detectable guiding blocks to assist visual impaired. 
x Wrong signage indication for PwD toilet. 
x The counter is easy to identify, but difficult to reach the counter as the reception table height is 1300mm. 
However, receptionist should be trained to assist wheelchair user. 
x Stairs have no nosing which might cause hazards. 
x Ablution room not accessible for wheelchair user. It’s recommended to cut the rise and leave space 1200mm for 
wheelchair user to reach faucets.  
 
    Table 6. Perception of PwDs on provided facilities in Shopping malls, Alamanda, Putrajaya 
Item Group Perception 
1 Wheelchair user  
 
ablution area; there are barriers in front of the ablution faucets; poor emergency 
means of escape; high unreachable reception counter 
2 Vision 
impaired 
Indicated that an efficient signage should be indicated in the right location and 
use big font size, good colour contrast between the font and background, use 
raised or embossed fonts, and provide Braille. 
3 Hearing impaired Signage in the building is not clear, should use contrast colour and place atgood 
lighting; emergency alarm in elevator has no light; emergency exitsignage is 
hidden. 
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(a)   (b)                (c)                                     (d) 
Fig. 3. (a) Pedestrian; (b) Ablution room; (c) Reception; (d) Staircase 
x There are no guiding blocks provided along the pedestrian pathways. Tactile walking surface indicator (TWSI) 
shall be used to indicate the directional orientation. 
x Main entrance steps have no railing to assist visual impaired, stick user and the elderly. 
x Glazed main door not marked with colour band at eye level. 
x Stairways have no warning tactile and no nosing which might cause hazards. 
x Open staircase, where it endanger user to fall down. 
x Lack of signage especially the one leading to praying room. 
x Ablution room not accessible for wheelchair user and stick user. It’s recommended to cut the rise for wheelchair 
user to reach faucets. 
     Table 7. Perception of PwDs on provided facilities in Shopping malls, Ikea, Damansara 
Item Group Perception 
1 Wheelchair user  No ramp at ablution area; barriers in front of the ablution faucets; Lack of 
signage, Reception no space to roll under.  
2 Vision 
Impaired 
No  guiding blocks, tactile direction or warning indication to facilities in the 
building, and lack of  building’s signage 
3 Hearing impaired Staff at the informationcounter was not aware of PwDs presence, its needed to 
provide proper signage that would enable them to move around without the help 
of others. 
4 Stick or Crutches User Open staircase might cause hazards, no handrail at the external stairways to hold 
and  guide them. 
6. Conclusion and recommendation  
As for the conclusion, the participants’ level of satisfaction and perception of accessibility for the three buildings 
vary based on their types of disabilities; therefore, buildings need to provide a more inclusive environment that cater 
the needs of a broader range of users especially PwDs. This study’s findings show that general access and 
accessibility to the selected shopping malls are at satisfaction level. The physical barriers identified throughout the 
study could be minimized if not totally omitted. In addition to that, the least rating given by the visually-impaired 
people for most of the close ended questions proves that policies have been given extra attention to guidelines or 
design for the wheelchair-bound user, while other PwDs like the sensory disabled people with least attention. This 
does not balance with the increasing number of the sensory disabled population in Malaysia particularly. However, 
as there are still some issues that still need to be considered and better understood, the effort done by the local 
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authority for the implementation of accessibility should be given credit. This study suggest that there are still have 
few to be done to serve them a better quality of live in line with the concept of a caring society that Malaysian are 
nurturing.  
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